1999 Index 


Features 


AUDITING 
Internal Auditing: The Big Lies, DeWitt L. Beeler (May, p. 73). 


COMMUNICATION 

Attitude Adjustments, Steve Kaye (March, p. 29). 

The Conflict Resolution Diagram: Creating Win-Win Solutions, 
H. William Dettmer (March, p. 41). 

When Culture Resists Change, James F. Huggett (March, p. 35). 


Complacency—the Enemy of Quality, Mark R. Hagen (Oct., p. 37). 


CUSTOMER SATISFACTION 

Customer-Value Analysis Helps Hone Strategy, Michael J. 
Stahl, William K. Barnes, Sarah F. Gardial, William C. Parr and 
Robert B. Woodruff (April, p. 53). 

Improving Customer Satisfaction Through Mass 


Customization, Rebecca Duray and Glenn W. Milligan (Aug., p. 60). 


EDUCATION 

The Case for Student as Customer, Jim B. Wallace (Feb., p. 47). 

Measuring Up in a Cincinnati Suburb, David F. Quattrone 
(May, p. 65). 

Total Quality Management in Higher Education, Carl B. 
Montano and Glenn H. Utter (Aug., p. 52). 

University, Inc., Stanislav Karapetrovic, Divakar Rajamani and 
Walter W. Willborn (May, p. 87). 


ETHICS 
The Call of Quality: Doing Right Things Right, March Laree 
Jacques (Sept., p. 48). 


FOOD INDUSTRY 

An Integrated Approach to Food Safety, William L. Bennet and 
Leonard L. Steed (Feb., p. 37). 

Quality in Commercial Food Processing, John G. Surak 
(Feb., p. 25). 

Quality Management and Continuous Improvement at 
Campbe!!, Norman P. Ouellette (Feb., p. 31). 


FUTURE OF QUALITY 

Back to the Future, Gregory H. Watson (Dec., p. 41). 

New Quality for the 21st Century, A.V. Feigenbaum and 
Donald S. Feigenbaum (Dec., p. 27). 

Quality Profession Must Learn To Heed Its Own Advice, 
Thomas Pyzdek (June, p. 60). 

A Road Map for Quality Beyond Control, Thomas Pyzdek, 
Dec., p. 33). 


HEALTH CARE 

More, Better, Faster From Total Quality Effort, David A. 
McCamey, Robert W. Boggs and Linda M. Bayuk (Aug., p. 43). 

Quality System Harmonization for Clinical Laboratories, 
William I. White (Sept., p. 57). 

Quality You Can Bank On, Norman D. Kalmin, Linda Myers 
and Mary Beth Fisk (Jan., p. 65). 
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HUMAN RESOURCES 

1999 Salary Survey (Nov., p. 3). 

Getting Employee Buy-in to Quality Management, Stephen 
B. Knouse and H. David Strutton (April, p. 61). 


KNOWLEDGE MANAGEMENT 

ASQ’s Accelerating Change Collaborative Series: A 
Challenge for Industry, Kevin Nolan (Jan., p. 55). 

Motivating Knowledge Workers: The Role of the Workplace, 
Pamela M. Brenner (Jan., p. 33). 

Putting Quality in Knowledge Management, Larry Todd 
Wilson and Diane Asay (Jan., p. 25). 


LEADERSHIP 
On Leaders and Leadership, Rick L. Edgeman, Su Mi Park 
Dahlgaard, Jens J. Dahlgaard and Franz Scherer (Oct., p. 49). 


METROLOGY AND TESTING 

Measurements and the Knowledge Revolution, Thomas A. 
Pearson (Sept., p. 31). 

Measuring People and Performance: Closing the Gaps, Brian 
S. Morgan and William A. Schiemann (Jan., p. 47). 

National Laboratories of Metrology in the Western 
Hemisphere, Oscar R. Harasic and Rocio Marban (March, p. 59). 

Two-Location Gauge Evaluation, Neal D. Morchower (April, 
p- 79). 


NEW PRODUCT DEVELOPMENT 

Age of Agile Manufacturing Puts Quality to the Test, Peter H. 
Christian and Emory W. Zimmers Jr. (May, p. 45). 

Can Single Sourcing Work in R&D? Robert Osmond and 
Garry D. Coleman (May, p. 37). 

Explosion of New Products Creates Challenges, Miles 
Maguire and Mark Hagen (May, p. 29). 


QUALITY AS A WAY OF LIFE 
Applying Quality Concepts to Community Issues, March 
Laree Jacques (March, p. 49). 


QUALITY ASSURANCE 
Aftermath of Battle, Dan Kedzie, Norrell Lantzer, Robert 
Wernsman, Ellen Sieber and Thomas Bond (May, p. 53). 


QUALITY AWARDS 

Baldrige Award Winners Beat the S&P 500, Lawrence S. Tai 
and Zbigniew H. Przasnyski (April, p. 45). 

Measuring Performance After Meeting Award Criteria, 
Timothy M. Bergquist and Kenneth D. Ramsing (Sept., p. 66). 


QUALITY TOOLS 

Applying QFD to Internal Service System Design, R. Nat 
Natarajan, Ralph E. Martz and Kyosuke Kurosaka (Feb., p. 65). 

Old Tools—New Uses: Equipment FMEA, Teodor 
Cotnareanu (Dec., p. 48). 

Using DOE To Determine AA Battery Life, Eric Wasiloff and 
Curtis Hargitt (March, p. 67). 
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SELLING QUALITY TO TOP MANAGEMENT 
Making the Pitch in the Executive Suite, Susan E. Daniels and 
Mark R. Hagen (April, p. 25). 


SERVICE INDUSTRY 

The Critical Role of Quality in the Tourism System, Joseph M. 
La Lopa and Richard F. Marecki (Aug., p. 37). 

Profiting From Quality in the Service Arena, The ASQ 
Quality Costs Committee (May, p. 81). 

Quality in Banking Starts With Four Assessments, Derek S. 
Gryna and Frank M. Gryna (Aug., p. 27). 

Quality in Nonprofits: No Longer Uncharted Territory, Renee 
Oosterhoff Cox (Oct., p. 57). 

Small Service Firms Face Implementation Challenges, Dean 
S. Elmuti and Yunus Kathawala (April, p. 67). 


SIX SIGMA 

Cowboy Quality, Miles Maguire (Oct., p. 27). 

Implementing the Six Sigma Solution, Jerome A. Blakeslee Jr. 
(July, p. 77). 


STANDARDS 

The Impact of Standards on Industrial Development and 
Trade, Steven R. Wilson (July, p. 71). 

Is ISO 9001:2000 the Beginning of the End? James Lamprecht 
(July, p. 47). 

ISO 9000 Revisions Are Key to Knowledge Age Excellence, 
Amy Zuckerman (July, p. 35). 

ISO 14000 and the Bottom Line, Cecily A. Raiborn, Brenda E. 
Joyner and James W. Logan (Nov., p. 89). 

Problem or Solution? Susan E. Daniels (July, p. 27). 

QS-9000 Customer Satisfaction Monitoring Isn’t Working, 
William Robert Loomis (July, p. 54). 

Standards Battles Heat Up Between United States and 
European Union, Amy Zuckerman (Jan., p. 39). 

The Standards Development Process, Dennis R. Arter (July, 
p. 65). 

TL 9000 Performance Metrics To Drive Improvement, D. 
Galen Aycock, Jean-Normand Drouin and Thomas F. Yohe (July, 
p. 41). 

What They’re Saying About Standards (July, p. 28). 


TEAMWORK 

Chaos Theory Offers Insights Into How Teams Function, 
Miles Maguire (June, p. 41). 

How a Team Can Grow, D. Keith Denton (June, p. 53). 

Team Technology, Marla E. Hacker (Jan., p. 61). 

To Be a Problem Solver, Be a Classicist, Abdul M. Chaudhry 
(June, p. 47). 

The Use and Management of Teams: A How-To Guide, 
Richard L. Ratliff, Stephen M. Beckstead and Steven H. Hanks 
(June, p. 31). 

When Teams Go to War—Against Each Other! Raymond 
Cheser (June, p. 25). 


TOTAL QUALITY 

Don’t Count TOM Out, Kevin B. Hendricks and Vincd R. 
Singhal (April, p. 35). 

Total Quality Requires Serious Training, Bohdan W. 
Oppenheim and Zbigniew H. Przasnyski (Oct., p. 63). 


TRENDS 
Quality Today: Recognizing the Critical SHIFT, Lori L. 
Silverman with Annabeth L. Propst (Feb., p. 53). 


Departments 


ASQ News 
Note: Included in “News” January and February. 


March 
ASQ To Administer TL 9000 Standard (p. 16). 
Customer Contact System Ready for Implementation (p. 16). 
HACCP Certification Is in the Works (p. 19). 
1999 MBNQOA Criteria Available (p. 16). 
Sartain, Hanson To Keynote Annual Service Conference (p. 18). 


April 
lidiiied Schedule Sets Dates for Exams, Application 

Deadlines (p. 14). 

Leading Quality Firms Join VQN Roster (p. 16). 

Quality Education Conference Oct. 3-5 in Atlantic City (p. 16). 

Quality Progress Staff To Host Session for Readers, Authors 
(p. 16). 

Society Unveils ASQNet 2.5 (p. 14). 


Ma 

on Campaign Aims To Raise Awareness of ASQ, 
Performance Excellence (p. 14). 

Information Quality Conference Slated (p. 16). 

Past President Robert Maas Dies (p. 16). 

Ralph Wareham Honored by ASQ (p. 14). 

Tax Man Adds ACSI To Measure Service (p. 14). 


June 
Internet Technology Aids Market Research Efforts (p. 17). 
Papers Sought for 54th AQC (p. 18). 
Public Sector Network Continues To Build International 
Presence (p. 18). 
QS-9000 Directory Achieves 10,000 Listings (p. 17). 
TL 9000 Heading Across the Atlantic (p. 17). 


July 

Asbury Urges Quality Practitioners To Become Change Agents 
(p. 16). 

Call for Presentations Issued for ASQ’s Next ISO Conference 
(p. 18). 

Certified Manager Exam Team To Update Body of Knowledge 
(p. 19). 

Education Conference Slated Oct. 3-5 in Atlantic City (p. 19). 

Index Shows Decline in Customer Satisfaction (p. 20). 

State of the Society: ASQ Releases Report (p. 16). 


August 

ACSI To Measure Customer Satisfaction for Government 
Agencies (p. 14). 

Futures Planning Course Slated for Sept. 21-23 (p. 14). 

Koalaty Kid Conference Gets Straight A’s (p. 14). 

QAD Plans Certified Quality Auditor Exam Refresher (p. 14). 


September 

ASQ Adopts International Strategy (p. 20). 

ASQ’s First Teleconference Reaches 64 Sites, Five in Canada 
(p. 18). 

ASQ To Update 1996 Futures Study (p. 18). 

Auto Division Scholarship Winner Graduates (p. 21). 

Baldrige Applications Include 16 From Education, Nine From 
Health Care (p. 18). 

TL 9000 Conference Draws 107 Quality Execs to Brussels (p. 18). 
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October 

ASQ Expands international Course Offerings (p. 16). 

ASQ Opposes Law on Computer Software Commercial 
Transactions (p. 14). 

New Transformation Management Course Offered in 
November (p. 16). 

Quality 101 Added to Self-Directed Learning Series (p. 14). 

QuEST Forum Meeting Slated for Oct. 26-28 (p. 14). 

Wall Street Journal To Publish ACSI Results (p. 14). 


November 

ASQ President Asbury To Keynote Seminar (p. 14). 

ASQ Schedules Four New Courses (p. 14). 

Education Dept., ASQ Discuss Baldrige and Low Performing 
Schools (p. 12). 

The Face of Quality—Gerald G. Steinberg, M.D. (p. 12). 

New On-line Bookstore Debuts at www.qualitypress. 
asq.org (p. 15). 

TL 9000 Quality System Metrics Now Available (p. 15). 


December 

AQC, Conference Exhibit Opportunity Information Now 
Available (p. 18). 

ASQ Recertification Now Has Web Site (p. 18). 

CQC Launched in Bakersfieid, CA (p. 20). 

The Face of Quality—Kathleen Herald-Marlowe (p. 18). 

ISO 14001 /QS-9000 Integration Course Offered in Detroit, 
Greensboro (p. 18). 

Management Division, Community Excellence Event Set for 
March 14 (p. 20). 


Career Corner 

(column by Greg Hutchins). 

The Dilbertizing of the Workplace (May, p. 131). 

Our Work Future (July, p. 105). 

Project Management (Nov., p. 118). 

Salary Survey Shows ASQ Certifications Are Good for Careers 
(Jan., p. 112). 

Unusual Data and Other Information (Sept., p. 99). 

What's Your Future? (March, p. 85). 


Cyberquality 
Going On-Line, not Airline, Jim Clauson (March, p. 100). 
On-Line Quality Courses Offer Many Side Benefits, Jim 
Clauson (Jan., p. 83). 


Teams Expand Into Cyberspace, Mark R. Hagen (June, p. 90). 


Emerging Sectors 

An Alternative View of Education Quality, Joel A. Nachlas 
(june, p. 81). 

Connecting Quality Improvement Practices to Reaccreditation, 
John Jasinski (Sept., p. 90). 

A Metamorphosis in South Carolina, Susan E. Daniels (Oct., 
p- 88). 

Quality and Nonprofit Organizations, Samuel S. Ireland 
(March, p. 96). 


Reading and Writing and Quality, Paula J. Wassink (May, p. 128). 


The Search for Quality, Fred A. Kaempffe, M.D., and Fred A. 
Kaempffe III (Nov., p. 110). 

Service Organizations Increasingly Adopt Baldrige Model, 
Nancy Blodgett (Dec., p. 74). 

Transforming Government for Its Customers, John R. Miller 
(Aug., p. 84). 
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Note: Included in News in January and February 


March 

Guide to Utility Industry Customer Retention, Loyalty 
Released (p. 25). 

Insurance Industry Finds Internet Useful Customer-Service 
Tool (p. 25). 

Knowledge-Management Expertise Available From APQC 
(p. 25). 

New Data Support Titanic Rivet Theory (p. 20). 

RAB-ANSI Announce Internal Auditor Course Accreditation 
Program (p. 20). 

Standards Group To Meet in Late March (p. 26). 

Testing Customer Patience on the Phone (p. 25). 


April 

Asian Group To Continue Cooperation With EU (p. 22). 

China To Increase Exposure of Shoddy Goods (p. 19). 

Dunbeck of RAB Elected to IAF Board (p. 22). 

Engineering Wonders Exhibit Starts National Tour in Detroit 
(p. 19). 
é International Research Conference Slated for June in Finland 
(p. 18). 

Knowledge Management Symposium Proceedings Offered 
by APQC (p. 22). 

NFS Offers Program on Electrical Certification (p. 22). 

NIST Offers Paper on NDE Standards (p. 18). 

PBS Business Channel Expands Distance Learning (p. 18). 

Postal Service Gets Good Marks for Customer Service 
(p. 19). 

Quality Web Watch (p. 22). 

SIMNET Launched To Harmonize Measurement (p. 18). 

Supply-Chain Council Sanctioned by ANSI (p. 19). 


May 

Apparatus Measures Thin Thermal Barriers (p. 20). 

Benchmarking, Best Practices Conference Set for May 14 
(p. 18). 

Customer Service Ranks High as Key to Corporate Success 
(p. 19). 

Electrical Group Develops New Standards Organization 
(p. 18). 

Interim Auditor and Course Agreement Ends (p. 19). 

Quality Web Watch (p. 20). 

Small Manufacturers in California Work Toward Standards 
(p. 19). 

Study Links Employee Training, Business Success (p. 22). 

Survey Reflects Changes in MRO Supply Procurement 
(p. 20). 

TIA, Other Groups Launch Wireless Partnership (p. 18). 

Two Surveys Released for National Engineers Week (p. 19). 


June 
ISO 9000 Conference, Standards Group Meetings Held in 
Atlanta (p. 20). 
MEPs Offer Way to Lower ISO Certification Costs (p. 21). 
Quality Web Watch (p. 21). 
Study Reveals CEOs Optimistic About Future (p. 20). 


Jul 
Fat Internal Auditor Training Courses Accredited (p. 22). 
Midsize Manufacturers Predict Good Times (p. 23). 
NIST Baldrige Videos Available From ASQ (p. 22). 
OSHA Drafts Ergonomics Standard (p. 22). 
Quality Web Watch (p. 23). 
Urban Legends Across the Pacific (p. 22). 
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August 

Five Automakers Agree To Develop Common Technology 
Standard (p. 22). 

Quality Web Watch (p. 22). 

RAB Launches Internal QMS Auditor Certification (p. 22). 

Skill Standards Council Studying Today’s Manufacturing 
Workplace (p. 18). 

Telcordia Earns Highest Level of Quality Recognition (p. 18). 


September 

Cyberquality, Jim Clauson (p. 26). 

Fastener Quality Act Amendments Passed by Congress (p. 25). 

Gerber Discusses Enterprise Quality Improvement at AQC 
(p. 25). 

Quality Web Watch (p. 28). 

Shingo Prize Awarded to Six U.S. and Mexican Firms (p. 24). 

Survey Says Cyberstores Need To Improve Service (p. 26). 

U.S. Disapproves ISO 9000:2000 Revision Draft; Approves 9001 
and 9004 (p. 24). 


October 

ANSI Names Leadership, Service Award Winners (p. 18). 

Detail Presented on U.S. Disapproval of ISO 9000:2000 
Revisions (p. 18). 

ISO 9000 Used in Fight Against Drug Abuse in Sports (p. 20). 

ISO Series Explains 9000:2000 Revisions (p. 24). 

Quality Web Watch (p. 24). 

Study Suggests Customers Prefer Familiarity Over Quality 
(p. 21). 


November 
ISO Publishes International Trade Reference (p. 18). 
New Directory Reveals Growth of ISO 9000 and ISO 14000 
(p. 21). 
Quality Web Watch (p. 20). 
Survey Reveals Difficulties in Executive Recruiting (p. 18). 
Transportation Execs Discuss Need for Quality (p. 20). 


December 
ISO 9000 Revisions Move to DIS Stage (p. 22). 
ISO Survey Reveals Continued Growth (p. 25). 
Quality Web Watch (p. 24) 


Study Shows Cost of Employee Turnover, Retention Success 


Indicators (p. 22). 

Tacoma-Deming Project Starts With Family Violence Initiative 
(p. 22). 

Worldwide Knowledge Management Market Expected To 
Grow (p. 22). 


Measure for Measure 
Avoiding Calibration Overkill, Philip Stein (Sept., p. 74). 
New Uncertainty Method Is Taking Hold (Nov., p. 95). 


Note: In March, this column split to become ASQ News and Keeping 


Current.. 


Janua 

Boeing A&T, Solar Turbines, Texas Nameplate Win 1998 
Baldrige Awards (p. 10). 

Industry Week, Benchmarking Group Collaborate on Internet 
Survey of Manufacturers (p. 12). 

Koalaty Kid: A Way for ASQ Sections To Help Solve Education 
Crisis (p. 10). 


Many Companies Missing Cost, Efficiency Opportunities (p. 14). 


Minnesota’s Carlson School Gets Three More NSF TQO Grants 


(p. 14). 
Quality Research Institute Opens in Shanghai, China (p. 13). 
Quality Web Watch (p. 15). 
Strategic Leadership Key in Top Performing Companies (p. 12). 


February 
Asian Benchmarking Clearinghouse Formed (p. 15). 
Customer Relationships: Here Today, Gone Tomorrow? (p. 10). 
Juran Talks About Research, Trends, New Juran Center, 
March Laree Jacques (p. 10). 
Organizations Are Paying To Keep Some Executives (p. 15). 
Quality Progress Names Editor, Makes Staff Changes (p. 10). 
Quality Web Watch (p. 15). 


One Good idea 

Process Cycle Time Reduction, Bjorn Andersen (July, p. 120). 

Quality Practitioners vs. Y2K Failures, Linda Lee 
Wawrzyniak (May, p. 168). 

A Recipe for Well-Done Procedures, Steven Stein (Nov., 
p- 136). 

Reduce Variation and Save Money, Edmund S. Fine (March, 
p- 128). 

Tracking Change Conditions With Phase Planes, D. Keith 
Denton (Oct., p. 144). 

Use Common Law Techniques To Foster Internal Audits, 
Gordon MacMaster (Sept., p. 120). 

Use Customer Input for Improvement and Corrective Action 
Plans, Deb Spehar (Aug., p. 112). 

Using a Process Control Maturity Matrix, Raymond 
Augustin (June, p. 112). 

The Visible Management System, D. Scott Sink (Dec., 
p. 104). 


QP Reviews 


BOOKS 

Balanced Sourcing: Cooperation and Competition in Supplier 
Relationships, Timothy M. Laseter (Sept., p. 104). 

Becoming Lean: Inside Stories of U.S. Manufacturers, Jeffrey 
K. Liker, ed. (March, p. 107). 

Best Practices in Customer Service, Ron Zemke and John 
A. Woods (Dec., p. 92). 

Beyond ISO 9000: How To Sustain Quality in a Dynamic 
World, William Stimson (May, p. 142). 

The Boundaryless Organization, Ron Ashkenas, Dave Ulrich, 
Todd Jick and Steve Kerr (April, p. 127). 

Breakaway Planning: 8 Big Questions To Guide 
Organizational Change, Paul Levesque (Sept., p. 104). 

Breaking the Constraints to World-Class Performance, H. 
William Dettmer (June, p. 94). 

Calling a Halt to Mindless Change: A Plea for Commonsense 
Management, John Macdonald (March, p. 107). 

CMM Implementation Guide, Kim Caputo (Feb., p. 101). 

Cracking Creativity: the Secrets of Creative Genius, Michael 
Michalko (Nov., p. 120). 

The Creative Tools Memory Jogger: A Pocket Guide for Creative 
Thinking, Diane Ritter and Michael Brassard (Aug., p. 99). 

Customer-Centered Supply /Chain Management (A Link-By- 
Link Guide)., Fred A. Kuglin (May, p. 143). 

The Dolphins Are Back: A Successful Quality Model for 
Healing the Environment, Phillip M. Scanlan (Jan., p. 97). 

Engineering Procedures Handbook, Phillip A. Cloud (Sept., 

. 104). 

fe Engines of Prosperity: Templates for the Information Age, 
Geraldo R. Ungson and John D. Trudel (Nov., p. 125). 

Entrepreneurship and Productivity, Edward E. Williams and 
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James R. Thompson (May, p. 143). 

Establishing a System of Policies and Procedures, Stephen 
B. Page (Dec., p. 92). 

Fundamentals of AutoCAD Release 14, Steven B. Combs 
and Jay H. Zirbel (Dec., p. 92). 

Good Company: Caring as Fiercely as You Compete, Hal F. 
Rosenbluth and Diane McFerrin Peters (May, p. 152). 

Handbook of Simulation (Principles, Methodology, 
Advances, Applications and Practices)., Jerry Banks, ed. (April, 

. 127). 
: High Income Consulting, Tom Lambert (Oct., p. 130). 

How Organizations Learn, Anthony J. DiBella and Edwin C. 
Nevis (March, p. 109). 

Implementing Your Strategic Plan: How To Turn ‘Intent’ 
Into Effective Action for Sustainable Change, C. Davis Fogg 
(Dec., p. 93). 

Interpreting ISO 9000 for Services: Solutions From Registered 
Organizations, C. W. Russo and Tracy Callaway Russo (Oct., p. 
130). 

ISO 9000: A Legal Perspective, James W. Kolka (June, p. 
94). 

ISG 9000 Quality Management System Design: Optimal 
Design Rules for Documentation, Implementation and System 
Effectiveness, Jay J. Schlickman (Feb., p. 101). 

ISO 9000:2000: Working With the Upcoming Changes, Jim 
Norfolk (Oct., p. 131). 

The Leader’s Handbook, Peter R. Scholtes (Feb., p. 101). 

Leadership from the Inside Out: Seven Pathways to Mastery, 
Kevin Cashman (March, p. 110). 

Lesson From Team Leaders, Jane E. Henry (Nov., p. 120). 

Macrologistics Management, Martin Stein and Frank Voehl 
(Feb., p. 101). 

Managing in a Team Environment, John Robert Dew (Aug., 

. 99). 
‘ Manual on Experimental Methods of Mechanical Testing of 
Composites, C.H. Jenkins, ed. (Aug., p. 102). 

The Market Makers: How Leading Companies Create and 
Win Markets, Daniel F. Spulber (April, p. 127). 

Modern Industrial Stgtistics: Design and Control of Quality 
and Reliability, Ron S. Kenett and Shelemyahu Zacks (May, p. 
152). 
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